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First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - First Contact Resolution

Customer Company Low Medium FCR Total
Commerce 146 2 148
89 1 90
Customer Company Total 146 2 148
89 1 90
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Missed Initial Response

Missed initial response tracks DTS’ efforts to respond to customer incidents in accordance with enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Response

Customer Company Low Medium MIR Total
Commerce 146 2 148
4 0 4
Customer Company Total 146 2 148
4 0 4
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Customer Company Low Medium ATTIR Total
Commerce 146 2 148
0.13 0.03 0.12
Customer Company Total 146 2 148
0.13 0.03 0.12

Page 90 of 903



Enterprise Incident Report September 2011
As of 10/3/2011

|Commerce I

Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Customer Company Low Medium MR Total
Commerce 146 2 148
2 0 2
Customer Company Total 146 2 148
2 0 2
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Average Time To Resolution

Average time to resolution tracks DTS’ efforts to resolve customer incidents based upon established enterprise standards .

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Customer Company Low Medium ATTR Total
Commerce 146 2 148
0.80 0.18 0.79
Customer Company Total 146 2 148
0.80 0.18 0.79
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INC000000370066  Keith Woodwell Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Closed TTR Missed: No  TTR: 4.61
INC000000373271 Kent Nelson Telecom Voice Mail Telephone TIR Missed: No TIR: 0.71
Voice Operations Britany Finlay Commerce Low Closed TTR Missed: No  TTR: 1.26
INC000000373351 Sheyann Poyer Telecom Voice Mail Telephone TIR Missed: No TIR: 0.32
Voice Operations Lois Schow Commerce Low Closed TTR Missed: No  TTR: 3.30
INC000000374296 Kent Nelson Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000374345  Sally Canavan None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000374439  Jeff Henrie Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000374646 Ronda Truijillo Application Reporting None TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000374745  Mark Steinagel None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000374954  Sally Canavan Application Error Adobe Acrobat TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Closed TTR Missed: No  TTR: 0.43
INC000000375323  Connie Call Application Error None TIR Missed: No TIR: 0.01
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.08
INC000000375377  Rachell Oaks None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000375380 Rachell Oaks None None None TIR Missed: Yes TIR: 1.57
Application Services Martin Gonzalez Commerce Low Closed TTR Missed: No  TTR: 1.58
INC000000375400 Casey Coleman PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 4.26
INC000000375447 Ray Walker Network None None TIR Missed: No TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000376000 Ben Jones Telecom Voice Mail Telephone TIR Missed: No TIR: 0.08
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 1.23
INC000000376024  Shauna Benvegnu-Springe¢ Application Error Adobe Reader TIR Missed: No TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.34
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INC000000376123 Ronda Trujillo None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000376300  Rachell Oaks Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000376340  Linda Mitchell Application Error License Enforcement System  TIR Missed: No  TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000376507  Ann Skaggs None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000376539  Carlos Alamilla Network Incident Novell GroupWise TIR Missed: Yes TIR: 1.38
Application Services Martin Gonzalez Commerce Low Closed TTR Missed: No  TTR: 21
INC000000376632 Richard Jaramillo Application None Novell GroupWise TIR Missed: No TIR: 0.12
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.12
INC000000376723  Joyce McStotts Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.26
INC000000376768  Amber Cooper Application Password Utah Master Directory TIR Missed: No TIR: 0.03
Help Desk Brenda Treadway Commerce Low Closed TTR Missed: No  TTR: 0.08
INC000000376799 Dennis Miller Application None Proofpoint Email Security TIR Missed: Yes TIR: 2.29
Application Services Martin Gonzalez Commerce Low Closed TTR Missed: No  TTR: 2.33
INC000000376829 Karen Schulte Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Lois Schow Commerce Low Closed TTR Missed: No  TTR: 0.56
INC000000377053 Kim Quach Application Reporting Adobe Acrobat TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.09
INC000000377229  Vince Garcia Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Help Desk Cindy Schroeder Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000377254  Denise Moss Telecom Voice Mail Telephone TIR Missed: No TIR: 0.13
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.13
INC000000377413 Darlene Congrove None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000377550  Theresa Reinders Telecom Voice Mail None TIR Missed: No TIR: 0.05
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 1.09
INC000000377558  Joni Zenger Telecom Voice Mail Telephone TIR Missed: No TIR: 0.42
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 1.32
INC000000377625  Sally Canavan Application Reporting None TIR Missed: No TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Closed TTR Missed: No  TTR: 0.09
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INC000000377718  Sally Canavan Application Error Controlled Substance Database TIR Missed: No  TIR: 0.05
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.76
INC000000377784  Ronda Trujillo None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000377929  Rebekah Conner None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000377931 Keith Woodwell None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378029  Kaylene Hyatt None None None TIR Missed: No TIR: 0.00
Voice Operations Leon Owen Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378188  Valarie Stewart Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.68
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 2.01
INC000000378288 Debra Troxel Application Reporting Novell Messenger TIR Missed: No TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378494  Vilath Kinnavongsa Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378502  Sally Canavan None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378665  Jeanine Rudd Telecom Voice Mail None TIR Missed: No TIR: 0.00
Voice Operations Lois Schow Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000378778 Theresa Reinders PC/Laptop None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Closed TTR Missed: No  TTR: 3.88
INC000000378947  Joanne Hogenson Telecom Voice Mail Telephone TIR Missed: No TIR: 0.05
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.19
INC000000379214  Lynda Randall Server Performance None TIR Missed: No TIR: 0.06
Capitol Hosting Patrick Funk Commerce Medium Closed TTR Missed: No  TTR: 0.35
INC000000379267 Marvin Sims Telecom Voice Mail Telephone TIR Missed: No TIR: 0.12
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.17
INC000000379294  Marvin Sims Server None Controlled Substance Database TIR Missed: No  TIR: 0.29
Capitol Hosting Patrick Funk Commerce Low Closed TTR Missed: No  TTR: 0.29
INC000000379392  Joni Zenger Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.51
INC000000379527  Tim Davis PC/Laptop Hardware Microsoft Windows 7 TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.31
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INC000000379672  Theresa Reinders Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Brenda Treadway Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000379704  Shirlene Kimball Telecom Voice Mail Telephone TIR Missed: No TIR: 0.10
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.76
INC000000379943  Jonathan Stewart None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000380343  Dave Mecham PC/Laptop Error None TIR Missed: No TIR: 0.63
Metro A Desktop Support Rodney Austin Commerce Low Closed TTR Missed: No  TTR: 5.30
INC000000380421 Bowen Call Application Reporting Microsoft Excel TIR Missed: No TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Closed TTR Missed: No  TTR: 0.15
INC000000380688  Julie Price Telecom Voice Mail Telephone TIR Missed: No TIR: 0.18
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.49
INC000000380728  Jody Colvin Telecom Voice Mail Telephone TIR Missed: No TIR: 0.1
Voice Operations Lois Schow Commerce Low Closed TTR Missed: No  TTR: 1.48
INC000000380784  Louise McMillian None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000380814  Shauna Dewolf None None None TIR Missed: Yes TIR: 1.1
Metro A Desktop Support Rodney Austin Commerce Low Closed TTR Missed: No  TTR: 1.23
INC000000381081 Julie Price EIS Hardware Printer Equipment Inventory System  TIR Missed: No  TIR: 0.56
Strategic Communications Luis Larios Commerce Low Closed TTR Missed: No  TTR: 3.35
INC000000381138  Jared Memmott Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000381237 Hsienming Liu Telecom None None TIR Missed: No TIR: 0.15
Voice Operations Romanza Hamblin Commerce Low Closed TTR Missed: No  TTR: 0.16
INC000000381432  Theresa Reinders Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000381434  Darren B Miller Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Closed TTR Missed: No  TTR: 0.62
INC000000381482 Linda Mitchell Application Reporting None TIR Missed: No TIR: 0.21
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.85
INC000000381560 Lee Avery None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000381585  Karen McCall None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
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INC000000381589 Dennis Miller None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000382410  Jody Colvin None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000382473 Dan S Jones None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000382533 Maxine McBurnett None None None TIR Missed: No TIR: 0.07
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 2.60
INC000000382909  Jared Memmott PC/Laptop None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.87
INC000000382973  Mary Price PC/Laptop None None TIR Missed: No TIR: 0.55
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.85
INC000000383492  Julie Price None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.05
INC000000383661 Julie Price Application Error Adobe Reader TIR Missed: No TIR: 0.40
Application Support Derral Sorensen Commerce Low Resolved TTR Missed: No  TTR: 0.87
INC000000383721 Rebekah Conner Telecom Feature Telephone TIR Missed: No TIR: 0.06
Voice Operations Romanza Hamblin Commerce Low Resolved TTR Missed: No  TTR: 2.01
INC000000383746 Kent J Barnes None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000383844  Karen McCall None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000383866  Carol Inglesby Application Error None TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.70
INC000000383917  Sally Canavan PC/Laptop Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000384085 Kent J Barnes Application Error Novell GroupWise TIR Missed: No TIR: 0.21
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 1.81
INC000000384137  Denise Moss Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.09
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 1.22
INC000000384177 Louise McMillian None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 3.38
INC000000384184  Kent J Barnes None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
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INC000000384526 Kent J Barnes None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000384667  Louise McMillian Application Reporting License Enforcement System TIR Missed: No  TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Resolved TTR Missed: No  TTR: 0.10
INC000000384705  Sally Canavan PC/Laptop Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 0.03
INC000000384715  Ann Naegelin PC/Laptop Performance None TIR Missed: No TIR: 0.50
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.50
INC000000384729  Keith Woodwell PC/Laptop Password None TIR Missed: No TIR: 0.00
Metro A Desktop Support James Kammeyer Commerce Low Resolved TTR Missed: No  TTR: 0.20
INC000000385160  Bowen Call None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000385358  Cheryl Murray Application Error Novell GroupWise TIR Missed: No TIR: 0.06
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 1.45
INC000000385550  Sally Stewart None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000385625  Christy Daskalakis Telecom Call Management Telephone TIR Missed: No TIR: 0.85
Voice Operations Leon Owen Commerce Low Resolved TTR Missed: No  TTR: 0.85
INC000000385639 Rachell Oaks None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000385650  Joyce McStotts Application Error Microsoft Word TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.95
INC000000385795 Connie Call PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000385816 Rachell Oaks Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000385832 Scott Drummond PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No TTR: 1.32
INC000000385945 Karen McMullin None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000386012  Debra Hobbins Telecom Voice Mail Telephone TIR Missed: No TIR: 0.11
Voice Operations Lois Schow Commerce Low Resolved TTR Missed: No  TTR: 0.26
INC000000386107  Carolyn Dennis None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.31
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INC000000386132 Robyn Barkdull None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000386292  Amber Cooper None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000386418 Lauree Larson None None None TIR Missed: No TIR: 0.00
Application Support Mya Taaffe Commerce Medium Resolved TTR Missed: No  TTR: 0.00
INC000000386671 Kimberley Lesh None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.13
INC000000386713  Kimberley Lesh None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.30
INC000000386756  Debra Troxel None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000386859 Robyn Barkdull None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000386964  Hailee Robertson Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.87
INC000000387136  Ann Naegelin None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000387371 Keith Woodwell PC/Laptop Password None TIR Missed: No TIR: 0.57
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 1.44
INC000000387439  Amber Cooper Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk John Robinson Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000387465  Joyce McStotts Application Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 1.17
INC000000387549 Joseph Beatty PC/Laptop Password None TIR Missed: No TIR: 0.20
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 0.93
INC000000387556  Carol Inglesby Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 1.68
INC000000387597 Kathy Berg None None None TIR Missed: No TIR: 0.61
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 1.12
INC000000387680  Ronda Truijillo Network Error Employee Gateway TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 0.12
INC000000387799  Nadia Mahallati Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Help Desk Liz Evans Commerce Low Resolved TTR Missed: No  TTR: 0.00
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INC000000387814  Jeff Henrie Telecom Voice Mail Telephone TIR Missed: No TIR: 0.1
Voice Operations Romanza Hamblin Commerce Low Resolved TTR Missed: No  TTR: 1.48
INC000000388021 Joyce McStotts PC/Laptop Password Active Directory TIR Missed: No TIR: 0.16
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 0.59
INC000000388514  Ryan S Johnson None None None TIR Missed: No TIR: 0.62
Metro A Desktop Support Rodney Austin Commerce Low Resolved TTR Missed: No  TTR: 3.91
INC000000388744  Van Kagie Telecom Feature Telephone TIR Missed: No TIR: 0.03
Voice Operations Lois Schow Commerce Low Resolved TTR Missed: No  TTR: 1.20
INC000000388877  Toni Heldman Telecom Voice Mail None TIR Missed: No TIR: 0.12
Voice Operations Lois Schow Commerce Low Resolved TTR Missed: No  TTR: 0.37
INC000000389013  Sheila Thomas Telecom Feature Telephone TIR Missed: No TIR: 0.24
Voice Operations Lois Schow Commerce Low Resolved TTR Missed: No  TTR: 1.16
INC000000389031 Karen Schulte EIS Hardware Printer None TIR Missed: No TIR: 0.49
Strategic Communications Luis Larios Commerce Low Resolved TTR Missed: No  TTR: 2.58
INC000000389063  Kathy Berg None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000389070 Leah Lindstrom None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000389078 Daniel Jones None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000389459  Jackie Betts EIS Hardware None None TIR Missed: No TIR: 0.23
Strategic Communications Luis Larios Commerce Low Resolved TTR Missed: No  TTR: 3.46
INC000000389466 David B Taylor None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000389555 Louise McMillian None None None TIR Missed: No TIR: 0.00
Application Support Mya Taaffe Commerce Low Resolved TTR Missed: No  TTR: 5.99
INC000000389571 Lauree Larson None None None TIR Missed: No TIR: 0.00
Application Support Mya Taaffe Commerce Low Resolved TTR Missed: Yes TTR: 8.87
INC000000389593  Toni Heldman Application Reporting Novell GroupWise TIR Missed: No TIR: 0.06
Application Services Martin Gonzalez Commerce Low Resolved TTR Missed: No  TTR: 1.22
INC000000389598  David B Taylor None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000389704  Carolyn Dennis None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved  TTR Missed: Yes TTR: 6.67
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|Commerce I
INC000000389911 Janeen Steer None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000390202 Bowen Call Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000390255  Elaine Barker Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro A Help Desk Ed Conrad Commerce Low Resolved TTR Missed: No  TTR: 0.20
INC000000390331 Bowen Call Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.30
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.41
INC000000390541 Louise McMillian Application Password License Enforcement System  TIR Missed: No  TIR: 0.06
Application Support Karen Duncan Commerce Low Resolved TTR Missed: No  TTR: 0.34
INC000000390594  Lauree Larson None None None TIR Missed: No TIR: 0.00
Application Support Mya Taaffe Commerce Low Resolved TTR Missed: No  TTR:
INC000000390879 Lynda Randall Telecom Voice Mail None TIR Missed: No TIR: 0.13
Voice Operations Leon Owen Commerce Low Resolved TTR Missed: No  TTR: 0.13
INC000000391127  Jody Woolf None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000391346  Joseph Beatty None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000391358  Janeen Steer None None None TIR Missed: No TIR: 0.00
Application Support Michele Madris-Orrell Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000391435 Debra Troxel None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000391452  Susan Higgs Network None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Julie VanBeekum Commerce Low Resolved TTR Missed: No  TTR: 1.22
INC000000391613 Russ Sommers Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro C Help Desk Ross Owen Commerce Low Resolved TTR Missed: No  TTR: 0.00

Page 101 of 903



